
Human Resource Management Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

First Contact Resolution 

Human Resource Management

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Application 

Development

Application Error Utah 

Performance 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Application 

Support

Application Error Utah 

Performance 

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 Total 0

0

3

0

0

0

3

0

Application Error Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Mobile Devices Error BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error Novell Client 

for 32-bit 

0

0

3

0

2

0

5

0

Total 0

0

3

0

2

0

5

0

Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

0

2

0

7

0



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 0

0

5

0

0

0

5

0

Print/Copy/Sca

n/Fax

Incident None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

None None 0

0

0

0

2

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

2

0

3

0

Total 0

0

6

0

2

0

8

0

Total 0
0

24
0

4
0

28
0

Capitol Hosting Application Error Novell 

Messenger

0

0

1

0

0

0

1

0

Utah 

Performance 

0

0

1

0

2

0

3

0

Total 0

0

2

0

2

0

4

0

Total 0

0

2

0

2

0

4

0



High Low Medium Total

Capitol Hosting Total 0
0

2
0

2
0

4
0

Help Desk Application Error None 0

0

1

1

0

0

1

1

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0
0

2
2

0
0

2
2

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0
0

5
1

0
0

5
1

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro A Help 

Desk

Total 0
0

1
0

0
0

1
0

Metro B 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Pro

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Reporting Microsoft Excel 0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0

0

3

3

0

0

3

3

PC/Laptop Hardware None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

5
4

0
0

5
4

Metro B Help 

Desk

Network None Novell Client 

for 32-bit 

0

0

4

4

0

0

4

4

Total 0

0

4

4

0

0

4

4

Total 0

0

4

4

0

0

4

4

Total 0
0

4
4

0
0

4
4

Metro B 

Hosting

Server Error None 1

0

0

0

0

0

1

0



High Low Medium Total

Metro B 

Hosting

Server Error Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

0
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

1

0

0

1

1

Utah Criminal 

Justice 

0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

PC/Laptop Hardware None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

3

2

0

0

3

2

Total 0
0

6
4

0
0

6
4



High Low Medium Total

Metro C Help 

Desk

_No Tier 2 None Adobe Reader 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

PC/Laptop None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

3
3

0
0

3
3

Metro C 

Hosting

_No Tier 2 None Microsoft Office 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

Application None None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2



High Low Medium Total

Metro D 

Desktop 

Support

Application Total 0

0

2

2

0

0

2

2

EIS Hardware None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

ConsoleOne

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

PC/Laptop Error Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

7
4

0
0

7
4

Operations 

Production 

Control

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0



High Low Medium Total

Operations 

Production 

Control

Total 0
0

2
0

0
0

2
0

Rural Central 

Desktop 

Support

Application Error TimeCard 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Network Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Remote 

Connectivity

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

2
0

1
0

4
0

Rural South 

Desktop 

Support

Application None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Rural South 

Desktop 

Support

Application Total 0

0

1

1

0

0

1

1

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

Print/Copy/Sca

n/Fax

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

4
3

0
0

4
3

Voice 

Operations

Telecom Voice Mail None 0

0

1

0

0

0

1

0

Telephone 0

0

4

0

0

0

4

0

Total 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Total 0
0

5
0

0
0

5
0

Total 2
0

76
25

7
0

85
25



High Low Medium Total

Application 

Development

Application Error Utah 

Performance 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Application 

Support

Application Error Utah 

Performance 

0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

2
1

0
0

2
1

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error Novell Client 

for 32-bit 

0

0

2

2

0

0

2

2

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

4

2

0

0

4

2

Total 0

0

4

2

0

0

4

2

Mobile Devices Error BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error Novell Client 

for 32-bit 

0

0

3

1

2

0

5

1

Total 0

0

3

1

2

0

5

1

Password Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Performance None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

5

3

2

0

7

3

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Hardware None 0

0

4

1

0

0

4

1

Total 0

0

4

1

0

0

4

1

Total 0

0

5

1

0

0

5

1

Print/Copy/Sca

n/Fax

Incident None 0

0

5

3

0

0

5

3

Total 0

0

5

3

0

0

5

3

None None 0

0

0

0

2

2

2

2

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

1

1

2

2

3

3

Total 0

0

6

4

2

2

8

6

Total 0
0

24
10

4
2

28
12

Capitol Hosting Application Error Novell 

Messenger

0

0

1

1

0

0

1

1

Utah 

Performance 

0

0

1

0

2

1

3

1

Total 0

0

2

1

2

1

4

2

Total 0

0

2

1

2

1

4

2

Total 0
0

2
1

2
1

4
2

Help Desk Application Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Help Desk Application Error Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0
0

5
0

0
0

5
0

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro B 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Pro

0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Application Error Total 0

0

1

0

0

0

1

0

Reporting Microsoft Excel 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

PC/Laptop Hardware None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

5
0

0
0

5
0

Metro B Help 

Desk

Network None Novell Client 

for 32-bit 

0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0

Metro B 

Hosting

Server Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0



High Low Medium Total

Metro B 

Hosting

Total 1
0

0
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

0

0

0

1

0

Utah Criminal 

Justice 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Hardware None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Total 0
0

6
1

0
0

6
1

Metro C Help 

Desk

_No Tier 2 None Adobe Reader 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro C Help 

Desk

_No Tier 2 Total 0

0

1

0

0

0

1

0

Network None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Metro C 

Hosting

_No Tier 2 None Microsoft Office 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Metro D 

Desktop 

Support

Application None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

EIS Hardware None None 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

EIS Hardware None Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Error Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

7
1

0
0

7
1

Operations 

Production 

Control

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Rural Central 

Desktop 

Support

Application Error TimeCard 0

0

0

0

1

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Network Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Remote 

Connectivity

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

2
0

1
0

4
0

Rural South 

Desktop 

Support

Application None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Error Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

4
0

0
0

4
0

Voice 

Operations

Telecom Voice Mail None 0

0

1

0

0

0

1

0

Telephone 0

0

4

0

0

0

4

0

Total 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Total 0
0

5
0

0
0

5
0

Total 2
0

76
15

7
3

85
18



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Application 

Development

Application Error Utah 

Performance 

0

0.00

1

0.30

0

0.00

1

0.30

Total 0

0.00

1

0.30

0

0.00

1

0.30

Total 0

0.00

1

0.30

0

0.00

1

0.30

Total 0
0.00

1
0.30

0
0.00

1
0.30

Application 

Support

Application Error Utah 

Performance 

0

0.00

2

1.15

0

0.00

2

1.15

Total 0

0.00

2

1.15

0

0.00

2

1.15

Total 0

0.00

2

1.15

0

0.00

2

1.15

Total 0
0.00

2
1.15

0
0.00

2
1.15

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Application Error Novell Client 

for 32-bit 

0

0.00

2

2.46

0

0.00

2

2.46



High Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

0.42

0

0.00

1

0.42

Novell 

Messenger

0

0.00

1

0.68

0

0.00

1

0.68

Total 0

0.00

4

1.50

0

0.00

4

1.50

Total 0

0.00

4

1.50

0

0.00

4

1.50

Mobile Devices Error BlackBerry 0

0.00

1

0.14

0

0.00

1

0.14

Total 0

0.00

1

0.14

0

0.00

1

0.14

Total 0

0.00

1

0.14

0

0.00

1

0.14

Network Error Novell Client 

for 32-bit 

0

0.00

3

1.80

2

0.21

5

1.16

Total 0

0.00

3

1.80

2

0.21

5

1.16

Password Novell Client 

for 32-bit 

0

0.00

1

1.78

0

0.00

1

1.78

Total 0

0.00

1

1.78

0

0.00

1

1.78

Performance None 0

0.00

1

1.16

0

0.00

1

1.16

Total 0

0.00

1

1.16

0

0.00

1

1.16

Total 0

0.00

5

1.67

2

0.21

7

1.25

PC/Laptop Error None 0

0.00

1

0.63

0

0.00

1

0.63

Total 0

0.00

1

0.63

0

0.00

1

0.63



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

4

0.68

0

0.00

4

0.68

Total 0

0.00

4

0.68

0

0.00

4

0.68

Total 0

0.00

5

0.67

0

0.00

5

0.67

Print/Copy/Sca

n/Fax

Incident None 0

0.00

5

1.32

0

0.00

5

1.32

Total 0

0.00

5

1.32

0

0.00

5

1.32

None None 0

0.00

0

0.00

2

3.28

2

3.28

Novell Client 

for 32-bit 

0

0.00

1

2.31

0

0.00

1

2.31

Total 0

0.00

1

2.31

2

3.28

3

2.95

Total 0

0.00

6

1.49

2

3.28

8

1.93

Total 0
0.00

24
1.11

4
1.74

28
1.20

Capitol Hosting Application Error Novell 

Messenger

0

0.00

1

1.35

0

0.00

1

1.35

Utah 

Performance 

0

0.00

1

0.45

2

0.62

3

0.57

Total 0

0.00

2

0.90

2

0.62

4

0.76

Total 0

0.00

2

0.90

2

0.62

4

0.76

Total 0
0.00

2
0.90

2
0.62

4
0.76

Help Desk Application Error None 0

0.00

1

0.82

0

0.00

1

0.82



High Low Medium Total

Help Desk Application Error Utah Master 

Directory

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

2

0.46

0

0.00

2

0.46

Total 0

0.00

2

0.46

0

0.00

2

0.46

Total 0
0.00

2
0.46

0
0.00

2
0.46

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Print/Copy/Sca

n/Fax

None None 0

0.00

3

0.47

0

0.00

3

0.47

Total 0

0.00

3

0.47

0

0.00

3

0.47

Total 0

0.00

3

0.47

0

0.00

3

0.47

Total 0
0.00

5
0.28

0
0.00

5
0.28

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0
0.00

1
0.22

0
0.00

1
0.22

Metro B 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Pro

0

0.00

1

0.03

0

0.00

1

0.03



High Low Medium Total

Metro B 

Desktop 

Support

Application Error Total 0

0.00

1

0.03

0

0.00

1

0.03

Reporting Microsoft Excel 0

0.00

1

0.15

0

0.00

1

0.15

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.07

0

0.00

2

0.07

Total 0

0.00

3

0.06

0

0.00

3

0.06

PC/Laptop Hardware None 0

0.00

2

0.05

0

0.00

2

0.05

Total 0

0.00

2

0.05

0

0.00

2

0.05

Total 0

0.00

2

0.05

0

0.00

2

0.05

Total 0
0.00

5
0.05

0
0.00

5
0.05

Metro B Help 

Desk

Network None Novell Client 

for 32-bit 

0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Total 0
0.00

4
0.00

0
0.00

4
0.00

Metro B 

Hosting

Server Error None 1

0.61

0

0.00

0

0.00

1

0.61

Total 1

0.61

0

0.00

0

0.00

1

0.61

Total 1

0.61

0

0.00

0

0.00

1

0.61



High Low Medium Total

Metro B 

Hosting

Total 1
0.61

0
0.00

0
0.00

1
0.61

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.91

0

0.00

1

0.91

Total 0

0.00

1

0.91

0

0.00

1

0.91

Total 0

0.00

1

0.91

0

0.00

1

0.91

Application Error None 0

0.00

1

0.02

0

0.00

1

0.02

Utah Criminal 

Justice 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.01

0

0.00

2

0.01

Total 0

0.00

2

0.01

0

0.00

2

0.01

PC/Laptop Hardware None 0

0.00

2

0.85

0

0.00

2

0.85

Total 0

0.00

2

0.85

0

0.00

2

0.85

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.57

0

0.00

3

0.57

Total 0
0.00

6
0.44

0
0.00

6
0.44

Metro C Help 

Desk

_No Tier 2 None Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro C Help 

Desk

_No Tier 2 Total 0

0.00

1

0.00

0

0.00

1

0.00

Network None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

PC/Laptop None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

3
0.00

0
0.00

3
0.00

Metro C 

Hosting

_No Tier 2 None Microsoft Office 0

0.00

1

1.09

0

0.00

1

1.09

Total 0

0.00

1

1.09

0

0.00

1

1.09

Total 0

0.00

1

1.09

0

0.00

1

1.09

Total 0
0.00

1
1.09

0
0.00

1
1.09

Metro D 

Desktop 

Support

Application None None 0

0.00

2

0.01

0

0.00

2

0.01

Total 0

0.00

2

0.01

0

0.00

2

0.01

Total 0

0.00

2

0.01

0

0.00

2

0.01

EIS Hardware None None 0

0.00

1

0.06

0

0.00

1

0.06



High Low Medium Total

Metro D 

Desktop 

Support

EIS Hardware None Total 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Network Error Novell Client 

for 32-bit 

0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Password Novell 

ConsoleOne

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.03

0

0.00

2

0.03

PC/Laptop Error Novell Client 

for 32-bit 

0

0.00

2

2.04

0

0.00

2

2.04

Total 0

0.00

2

2.04

0

0.00

2

2.04

Total 0

0.00

2

2.04

0

0.00

2

2.04

Total 0
0.00

7
0.60

0
0.00

7
0.60

Operations 

Production 

Control

_No Tier 2 None None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0
0.00

2
0.00

0
0.00

2
0.00

Rural Central 

Desktop 

Support

Application Error TimeCard 0

0.00

0

0.00

1

0.00

1

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Total 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Network Error None 1

0.00

0

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

0

0.00

1

0.00

PC/Laptop Hardware None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Remote 

Connectivity

Performance None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 1
0.00

2
0.00

1
0.00

4
0.00

Rural South 

Desktop 

Support

Application None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

PC/Laptop Error None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Error Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

2

0.01

0

0.00

2

0.01

Print/Copy/Sca

n/Fax

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

4
0.01

0
0.00

4
0.01

Voice 

Operations

Telecom Voice Mail None 0

0.00

1

0.22

0

0.00

1

0.22

Telephone 0

0.00

4

0.15

0

0.00

4

0.15

Total 0

0.00

5

0.16

0

0.00

5

0.16

Total 0

0.00

5

0.16

0

0.00

5

0.16

Total 0
0.00

5
0.16

0
0.00

5
0.16

Total 2
0.30

76
0.56

7
1.17

85
0.61



High Low Medium Total

Application 

Development

Application Error Utah 

Performance 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Application 

Support

Application Error Utah 

Performance 

0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

2
1

0
0

2
1

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Mobile Devices Error BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Error Novell Client 

for 32-bit 

0

0

3

0

2

0

5

0

Total 0

0

3

0

2

0

5

0

Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

0

2

0

7

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

4

2

0

0

4

2



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Hardware Total 0

0

4

2

0

0

4

2

Total 0

0

5

2

0

0

5

2

Print/Copy/Sca

n/Fax

Incident None 0

0

5

3

0

0

5

3

Total 0

0

5

3

0

0

5

3

None None 0

0

0

0

2

1

2

1

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

2

1

3

1

Total 0

0

6

3

2

1

8

4

Total 0
0

24
5

4
1

28
6

Capitol Hosting Application Error Novell 

Messenger

0

0

1

0

0

0

1

0

Utah 

Performance 

0

0

1

0

2

1

3

1

Total 0

0

2

0

2

1

4

1

Total 0

0

2

0

2

1

4

1

Total 0
0

2
0

2
1

4
1

Help Desk Application Error None 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

1

0

0

0

1

0



High Low Medium Total

Help Desk Application Error Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0
0

5
0

0
0

5
0

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro B 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Pro

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Application Reporting Microsoft Excel 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

PC/Laptop Hardware None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

5
0

0
0

5
0

Metro B Help 

Desk

Network None Novell Client 

for 32-bit 

0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0

Metro B 

Hosting

Server Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

0
0

0
0

1
0



High Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

0

0

0

1

0

Utah Criminal 

Justice 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Hardware None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0
0

6
0

0
0

6
0

Metro C Help 

Desk

_No Tier 2 None Adobe Reader 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro C Help 

Desk

Network None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Metro C 

Hosting

_No Tier 2 None Microsoft Office 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

Application None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

EIS Hardware None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

EIS Hardware Total 0

0

1

0

0

0

1

0

Network Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Error Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

7
1

0
0

7
1

Operations 

Production 

Control

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Rural Central 

Desktop 

Support

Application Error TimeCard 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application Total 0

0

0

0

1

0

1

0

Network Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Remote 

Connectivity

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

2
0

1
0

4
0

Rural South 

Desktop 

Support

Application None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

4
0

0
0

4
0

Voice 

Operations

Telecom Voice Mail None 0

0

1

0

0

0

1

0

Telephone 0

0

4

0

0

0

4

0

Total 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Total 0
0

5
0

0
0

5
0

Total 2
0

76
7

7
2

85
9



High Low Medium Total

Application 

Development

Application Error Utah 

Performance 

0

0.00

1

0.91

0

0.00

1

0.91

Total 0

0.00

1

0.91

0

0.00

1

0.91

Total 0

0.00

1

0.91

0

0.00

1

0.91

Total 0
0.00

1
0.91

0
0.00

1
0.91

Application 

Support

Application Error Utah 

Performance 

0

0.00

2

5.24

0

0.00

2

5.24

Total 0

0.00

2

5.24

0

0.00

2

5.24

Total 0

0.00

2

5.24

0

0.00

2

5.24

Total 0
0.00

2
5.24

0
0.00

2
5.24

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

0.06

0

0.00

3

0.06

Total 0

0.00

3

0.06

0

0.00

3

0.06

Total 0

0.00

3

0.06

0

0.00

3

0.06

Application Error Novell Client 

for 32-bit 

0

0.00

2

2.76

0

0.00

2

2.76

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

1.25

0

0.00

1

1.25

Novell 

Messenger

0

0.00

1

0.68

0

0.00

1

0.68

Total 0

0.00

4

1.86

0

0.00

4

1.86

Total 0

0.00

4

1.86

0

0.00

4

1.86

Mobile Devices Error BlackBerry 0

0.00

1

4.69

0

0.00

1

4.69

Total 0

0.00

1

4.69

0

0.00

1

4.69

Total 0

0.00

1

4.69

0

0.00

1

4.69

Network Error Novell Client 

for 32-bit 

0

0.00

3

3.51

2

3.09

5

3.35

Total 0

0.00

3

3.51

2

3.09

5

3.35

Password Novell Client 

for 32-bit 

0

0.00

1

1.78

0

0.00

1

1.78

Total 0

0.00

1

1.78

0

0.00

1

1.78

Performance None 0

0.00

1

5.27

0

0.00

1

5.27

Total 0

0.00

1

5.27

0

0.00

1

5.27

Total 0

0.00

5

3.52

2

3.09

7

3.40

PC/Laptop Error None 0

0.00

1

1.78

0

0.00

1

1.78

Total 0

0.00

1

1.78

0

0.00

1

1.78



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

4

9.56

0

0.00

4

9.56

Total 0

0.00

4

9.56

0

0.00

4

9.56

Total 0

0.00

5

8.01

0

0.00

5

8.01

Print/Copy/Sca

n/Fax

Incident None 0

0.00

5

10.60

0

0.00

5

10.60

Total 0

0.00

5

10.60

0

0.00

5

10.60

None None 0

0.00

0

0.00

2

3.28

2

3.28

Novell Client 

for 32-bit 

0

0.00

1

2.31

0

0.00

1

2.31

Total 0

0.00

1

2.31

2

3.28

3

2.95

Total 0

0.00

6

9.22

2

3.28

8

7.73

Total 0
0.00

24
5.22

4
3.18

28
4.93

Capitol Hosting Application Error Novell 

Messenger

0

0.00

1

1.35

0

0.00

1

1.35

Utah 

Performance 

0

0.00

1

0.45

2

3.54

3

2.51

Total 0

0.00

2

0.90

2

3.54

4

2.22

Total 0

0.00

2

0.90

2

3.54

4

2.22

Total 0
0.00

2
0.90

2
3.54

4
2.22

Help Desk Application Error None 0

0.00

1

0.82

0

0.00

1

0.82



High Low Medium Total

Help Desk Application Error Utah Master 

Directory

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.54

0

0.00

2

0.54

Total 0

0.00

2

0.54

0

0.00

2

0.54

Total 0
0.00

2
0.54

0
0.00

2
0.54

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Print/Copy/Sca

n/Fax

None None 0

0.00

3

1.49

0

0.00

3

1.49

Total 0

0.00

3

1.49

0

0.00

3

1.49

Total 0

0.00

3

1.49

0

0.00

3

1.49

Total 0
0.00

5
0.90

0
0.00

5
0.90

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0
0.00

1
0.22

0
0.00

1
0.22

Metro B 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Pro

0

0.00

1

0.03

0

0.00

1

0.03



High Low Medium Total

Metro B 

Desktop 

Support

Application Error Total 0

0.00

1

0.03

0

0.00

1

0.03

Reporting Microsoft Excel 0

0.00

1

0.15

0

0.00

1

0.15

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.07

0

0.00

2

0.07

Total 0

0.00

3

0.06

0

0.00

3

0.06

PC/Laptop Hardware None 0

0.00

2

0.06

0

0.00

2

0.06

Total 0

0.00

2

0.06

0

0.00

2

0.06

Total 0

0.00

2

0.06

0

0.00

2

0.06

Total 0
0.00

5
0.06

0
0.00

5
0.06

Metro B Help 

Desk

Network None Novell Client 

for 32-bit 

0

0.00

4

0.02

0

0.00

4

0.02

Total 0

0.00

4

0.02

0

0.00

4

0.02

Total 0

0.00

4

0.02

0

0.00

4

0.02

Total 0
0.00

4
0.02

0
0.00

4
0.02

Metro B 

Hosting

Server Error None 1

0.61

0

0.00

0

0.00

1

0.61

Total 1

0.61

0

0.00

0

0.00

1

0.61

Total 1

0.61

0

0.00

0

0.00

1

0.61



High Low Medium Total

Metro B 

Hosting

Total 1
0.61

0
0.00

0
0.00

1
0.61

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.91

0

0.00

1

0.91

Total 0

0.00

1

0.91

0

0.00

1

0.91

Total 0

0.00

1

0.91

0

0.00

1

0.91

Application Error None 0

0.00

1

0.02

0

0.00

1

0.02

Utah Criminal 

Justice 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.01

0

0.00

2

0.01

Total 0

0.00

2

0.01

0

0.00

2

0.01

PC/Laptop Hardware None 0

0.00

2

0.85

0

0.00

2

0.85

Total 0

0.00

2

0.85

0

0.00

2

0.85

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.57

0

0.00

3

0.57

Total 0
0.00

6
0.44

0
0.00

6
0.44

Metro C Help 

Desk

_No Tier 2 None Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro C Help 

Desk

_No Tier 2 Total 0

0.00

1

0.00

0

0.00

1

0.00

Network None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

PC/Laptop None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

3
0.00

0
0.00

3
0.00

Metro C 

Hosting

_No Tier 2 None Microsoft Office 0

0.00

1

1.09

0

0.00

1

1.09

Total 0

0.00

1

1.09

0

0.00

1

1.09

Total 0

0.00

1

1.09

0

0.00

1

1.09

Total 0
0.00

1
1.09

0
0.00

1
1.09

Metro D 

Desktop 

Support

Application None None 0

0.00

2

0.01

0

0.00

2

0.01

Total 0

0.00

2

0.01

0

0.00

2

0.01

Total 0

0.00

2

0.01

0

0.00

2

0.01

EIS Hardware None None 0

0.00

1

0.06

0

0.00

1

0.06



High Low Medium Total

Metro D 

Desktop 

Support

EIS Hardware None Total 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Network Error Novell Client 

for 32-bit 

0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

1

0.55

0

0.00

1

0.55

Password Novell 

ConsoleOne

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.28

0

0.00

2

0.28

PC/Laptop Error Novell Client 

for 32-bit 

0

0.00

2

3.81

0

0.00

2

3.81

Total 0

0.00

2

3.81

0

0.00

2

3.81

Total 0

0.00

2

3.81

0

0.00

2

3.81

Total 0
0.00

7
1.18

0
0.00

7
1.18

Operations 

Production 

Control

_No Tier 2 None None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0
0.00

2
0.00

0
0.00

2
0.00

Rural Central 

Desktop 

Support

Application Error TimeCard 0

0.00

0

0.00

1

0.00

1

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Application Error Total 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Network Error None 1

0.00

0

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

0

0.00

1

0.00

PC/Laptop Hardware None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Remote 

Connectivity

Performance None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 1
0.00

2
0.00

1
0.00

4
0.00

Rural South 

Desktop 

Support

Application None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

PC/Laptop Error None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Rural South 

Desktop 

Support

PC/Laptop Error Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

2

0.01

0

0.00

2

0.01

Print/Copy/Sca

n/Fax

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

4
0.01

0
0.00

4
0.01

Voice 

Operations

Telecom Voice Mail None 0

0.00

1

0.27

0

0.00

1

0.27

Telephone 0

0.00

4

0.21

0

0.00

4

0.21

Total 0

0.00

5

0.22

0

0.00

5

0.22

Total 0

0.00

5

0.22

0

0.00

5

0.22

Total 0
0.00

5
0.22

0
0.00

5
0.22

Total 2
0.30

76
2.09

7
2.83

85
2.11

_No Tier 2 YesNone  1.09TIR:TIR Missed:Microsoft OfficeINC000000135884

No  1.09TTR:TTR Missed:Metro C Hosting Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000137505

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe ReaderINC000000141899



No  0.00TTR:TTR Missed:Metro C Help Desk Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000141976

No  0.06TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000142196

No  0.00TTR:TTR Missed:Operations Production Control Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000148051

No  0.13TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000149037

No  0.00TTR:TTR Missed:Operations Production Control Low ResolvedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000149685

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedHuman Resource Management

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000149693

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedHuman Resource Management

_No Tier 2 NoNone  0.91TIR:TIR Missed:NoneINC000000151793

No  0.91TTR:TTR Missed:Metro C Desktop Support Low ResolvedHuman Resource Management

Application

Application YesError  1.35TIR:TIR Missed:Novell MessengerINC000000136088

No  1.35TTR:TTR Missed:Capitol Hosting Low ClosedHuman Resource Management

Application NoError  0.02TIR:TIR Missed:NoneINC000000136391

No  0.02TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

Application NoReporting  0.15TIR:TIR Missed:Microsoft ExcelINC000000136742

No  0.15TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoError  0.99TIR:TIR Missed:Utah Performance ManagementINC000000138151

Yes  8.19TTR:TTR Missed:Application Support Low ClosedHuman Resource Management

Application YesError  1.32TIR:TIR Missed:Utah Performance ManagementINC000000139305

No  2.29TTR:TTR Missed:Application Support Low ClosedHuman Resource Management

Application NoError  0.45TIR:TIR Missed:Utah Performance ManagementINC000000139864

No  0.45TTR:TTR Missed:Capitol Hosting Low ClosedHuman Resource Management

Application NoError  0.30TIR:TIR Missed:Utah Performance ManagementINC000000140114

No  0.91TTR:TTR Missed:Application Development Low ClosedHuman Resource Management

Application NoError  0.03TIR:TIR Missed:Adobe Acrobat 9.0 ProINC000000140818

No  0.03TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.02TIR:TIR Missed:NoneINC000000140979

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedHuman Resource Management

Application YesError  1.06TIR:TIR Missed:Utah Performance ManagementINC000000141221

No  2.56TTR:TTR Missed:Capitol Hosting Medium ClosedHuman Resource Management

Application NoError  0.18TIR:TIR Missed:Utah Performance ManagementINC000000141368

Yes  4.51TTR:TTR Missed:Capitol Hosting Medium ClosedHuman Resource Management

Application NoError  0.11TIR:TIR Missed:Utah Master DirectoryINC000000141491

No  0.00TTR:TTR Missed:Help Desk Low ClosedHuman Resource Management

Application NoError  0.82TIR:TIR Missed:NoneINC000000142102

No  0.82TTR:TTR Missed:Help Desk Low ClosedHuman Resource Management

Application YesError  3.61TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000143113

No  4.22TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.00TIR:TIR Missed:NoneINC000000144078

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedHuman Resource Management

Application NoError  0.00TIR:TIR Missed:TimeCardINC000000145280

No  0.00TTR:TTR Missed:Rural Central Desktop Support Medium ResolvedHuman Resource Management



Application NoError  0.22TIR:TIR Missed:Novell GroupWiseINC000000146202

No  0.22TTR:TTR Missed:Metro A Help Desk Low ResolvedHuman Resource Management

Application NoReporting  0.00TIR:TIR Missed:Novell GroupWiseINC000000147238

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedHuman Resource Management

Application NoError  0.42TIR:TIR Missed:Novell GroupWiseINC000000147953

No  1.25TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Application YesError  1.30TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000148185

No  1.30TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Application NoError  0.68TIR:TIR Missed:Novell MessengerINC000000148483

No  0.68TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Application NoError  0.00TIR:TIR Missed:Utah Criminal Justice Information SystemINC000000150107

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedHuman Resource Management

Application NoNone  0.00TIR:TIR Missed:NoneINC000000152005

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedHuman Resource Management

EIS Hardware

EIS Hardware NoNone  0.06TIR:TIR Missed:NoneINC000000138697

No  0.06TTR:TTR Missed:Metro D Desktop Support Low ClosedHuman Resource Management

Mobile Devices

Mobile Devices NoError  0.14TIR:TIR Missed:BlackBerryINC000000150007

No  4.69TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Network

Network NoNone  0.01TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000135575

No  0.02TTR:TTR Missed:Metro B Help Desk Low ClosedHuman Resource Management

Network NoError  0.95TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000137351

No  0.95TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Network NoError  0.06TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000138066

No  0.55TTR:TTR Missed:Metro D Desktop Support Low ClosedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000140160

No  0.00TTR:TTR Missed:Metro B Help Desk Low ClosedHuman Resource Management

Network YesPassword  1.78TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000141258

No  1.78TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000145183

No  0.02TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

Network NoError  0.57TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000146062

No  5.71TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Network NoError  0.00TIR:TIR Missed:NoneINC000000146377

No  0.00TTR:TTR Missed:Rural Central Desktop Support High ResolvedHuman Resource Management

Network NoPassword  0.00TIR:TIR Missed:Novell ConsoleOneINC000000146466

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:NoneINC000000146749

No  0.00TTR:TTR Missed:Metro C Help Desk Low ResolvedHuman Resource Management

Network YesError  3.88TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000147128

No  3.88TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000147215

No  0.03TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

Network YesPerformance  1.16TIR:TIR Missed:NoneINC000000149694

No  5.27TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Network NoError  0.42TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000149759



Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000149759

No  2.49TTR:TTR Missed:Capitol Desktop Support Medium ResolvedHuman Resource Management

No  3.69TTR:TTR Missed:Capitol Desktop Support Medium ResolvedHuman Resource Management

PC/Laptop

PC/Laptop NoHardware  0.57TIR:TIR Missed:NoneINC000000135786

Yes  10.26TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoError  0.63TIR:TIR Missed:NoneINC000000137108

No  1.78TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoHardware  0.29TIR:TIR Missed:NoneINC000000138464

No  0.48TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoHardware  0.01TIR:TIR Missed:NoneINC000000139271

No  0.01TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoHardware  0.08TIR:TIR Missed:NoneINC000000139381

No  0.10TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoPerformance  0.03TIR:TIR Missed:NoneINC000000141603

No  0.03TTR:TTR Missed:Rural South Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000143882

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedHuman Resource Management

PC/Laptop YesHardware  1.20TIR:TIR Missed:NoneINC000000143958

Yes  24.49TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

PC/Laptop YesError  3.24TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000144525

Yes  6.78TTR:TTR Missed:Metro D Desktop Support Low ResolvedHuman Resource Management

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000145419

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedHuman Resource Management

PC/Laptop YesHardware  1.71TIR:TIR Missed:NoneINC000000145879

No  1.71TTR:TTR Missed:Metro C Desktop Support Low ResolvedHuman Resource Management

PC/Laptop NoHardware  0.63TIR:TIR Missed:NoneINC000000147864

No  3.02TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000148988

No  0.00TTR:TTR Missed:Metro C Help Desk Low ResolvedHuman Resource Management

PC/Laptop NoError  0.85TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000149379

No  0.85TTR:TTR Missed:Metro D Desktop Support Low ResolvedHuman Resource Management

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000149728

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedHuman Resource Management

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000151790

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax YesIncident  2.93TIR:TIR Missed:NoneINC000000136211

Yes  21.60TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Print/Copy/Scan/Fax YesNone  2.31TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000139838

No  2.31TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Print/Copy/Scan/Fax YesNone  1.09TIR:TIR Missed:NoneINC000000141845

Print/Copy/Scan/Fax YesNone  5.46TIR:TIR Missed:NoneINC000000141845

No  1.09TTR:TTR Missed:Capitol Desktop Support Medium ClosedHuman Resource Management

Yes  5.46TTR:TTR Missed:Capitol Desktop Support Medium ClosedHuman Resource Management

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000143033

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedHuman Resource Management

Print/Copy/Scan/Fax NoNone  0.91TIR:TIR Missed:NoneINC000000144765



No  3.32TTR:TTR Missed:Metro A Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax YesIncident  1.82TIR:TIR Missed:NoneINC000000145198

Yes  8.34TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax YesIncident  1.10TIR:TIR Missed:NoneINC000000146625

Yes  17.40TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax NoIncident  0.64TIR:TIR Missed:NoneINC000000146678

No  4.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000147674

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax NoNone  0.48TIR:TIR Missed:NoneINC000000147771

No  1.16TTR:TTR Missed:Metro A Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax NoIncident  0.12TIR:TIR Missed:NoneINC000000148157

No  1.67TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Remote Connectivity

Remote Connectivity NoPerformance  0.00TIR:TIR Missed:NoneINC000000148836

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedHuman Resource Management

Server

Server NoError  0.61TIR:TIR Missed:NoneINC000000142823

No  0.61TTR:TTR Missed:Metro B Hosting High ClosedHuman Resource Management

Telecom

Telecom NoVoice Mail  0.22TIR:TIR Missed:NoneINC000000142331

No  0.27TTR:TTR Missed:Voice Operations Low ClosedHuman Resource Management

Telecom NoVoice Mail  0.17TIR:TIR Missed:TelephoneINC000000145891

No  0.25TTR:TTR Missed:Voice Operations Low ResolvedHuman Resource Management

Telecom NoVoice Mail  0.12TIR:TIR Missed:TelephoneINC000000148652

No  0.12TTR:TTR Missed:Voice Operations Low ResolvedHuman Resource Management

Telecom NoVoice Mail  0.10TIR:TIR Missed:TelephoneINC000000151209

No  0.18TTR:TTR Missed:Voice Operations Low ResolvedHuman Resource Management

Telecom NoVoice Mail  0.20TIR:TIR Missed:TelephoneINC000000151854

No  0.28TTR:TTR Missed:Voice Operations Low ResolvedHuman Resource Management


